Accessing customer's behaviour towards online hotel reservation / Nurzaimah Ismail and Nur Hazwani Sulaiman by Ismail, Nurzaimah & Sulaiman, Nur Hazwani
FACULTY OF HOTEL & TOURISM MANAGEMENT
ACCESSING CUSTOMER'S BEHAVIOUR TOWARDS ONLINE HOTEL
RESERVATION
NURZA1MAH BINTI ISMAIL (2014717323)
NUR HAZWANI BINTI SULAIMAN (2014946931)
This undergraduate report (HTM 655) subm itted in partial fulfillm ent o f  the 
requirem ents for the degree o f
BACHELOR OF SCIENCE (HONS) IN 
HOTEL MANAGEMENT - HM242
Universiti Teknologi (M ARA), M ALAYSIA
JANUARY 2018
UNIVERSITI TEKNOLOGI MARA, ©2017
MALAYSIA All Right Reserved
ABSTRACT
Online purchasing nowadays is an essential instrument for hotels to reach and connect 
with guests, gain strong guest loyalty, and encourage repeat patronage. In the present 
hotel industry, shift and trend from online purchasing has give a positive impact for 
hotel operators to gain exclusive purchasing from their guests. By exam ining the 
fundamental factors that influence custom ers' attitude and purchase behaviour toward 
online hotel room reservations which include information, tru s t price and 
convenience, m ajor 5-star hotels will be assessed in accordance to the four factors 
framework. Thus, the study aim ed to  exam ine the factors that influence custom ers' 
attitude and purchase behaviour toward online hotel room reservations. This study 
offers better understanding o f  the factors that influencing custom ers’ attitude and 
purchasing behaviour toward online hotel room reservations.
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